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Delivering quick tutorials 




























Not me … 




Make it (a) snap.
Offer help.
At the point of need.


































Work together to present 
a common message.
















of the site are 







“Which type of online library help 
would you be most likely to use?”
Text (written directions)
Prefer face-to-face
Email
Videos
Real-time chat
Wouldn’t use
Other
33%
25%
15%
11%
10%
6%
1% (Oops.)





